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Marlene H. Dortch 
Ofice of the Secretary 
Federal Communications Commission 
445 12" Street SW, Room TW-B204 
Washington, D.C. 20554 

Re: The State of Minnesota's Telecommunications Relay Services Annual Consumer 
Complaint Log Summary (CG Docket No. 03-123) 

Dear Ms. Dortch, 

As required by the Federal Communications Commission Improved TRS Order (Docket 
No. 98-67), and pursuant 47 C.F.R $64.604(~)(1), the Minnesota Department of 
Commerce-Telecommunications Access Minnesota respecthlly submits Minnesota's 
Telecommunications Relay Services (TRS) Annual Consumer Complaint Log summary 
for the 12-month period commencing on June 1,2004, and ending on May 31,2005. 

Enclosed please find the following report documents: 
1. Complaint tally sheet categorizing complaints by type (attachment A). 
2. Complaint summary log for traditional relay services, including Speech-to-Speech 

and Spanish relay (attachment B). 
3. Complaint summary log for CapTel relay service (attachment C). 

The reports include all complaints received by the TRS state administrator, Minnesota 
Relay center supervisors, Consumer Relations Offce, Sprint customer service, and Sprint 
account manager that allege a violation of the federal TRS mandatory minimum 
standards 

Minnesota Relay received a total of 1,022,098 TRS calls (excluding CapTel) during the 
period of June 1, 2004 through May 3 1, 2005. A total of 105 complaints (O.OlOo/,) were 
filed and timely resolved during this reporting period; none of the complaints were 
escalated for action to the state of Minnesota or the Federal Communications 
Commission. 

Minnesota Relay received a total of 135,454 CapTel calls during the period of June 1, 
2004 through May 3 1, 2005. A total of 24 complaints (0.018%) were filed and timely 
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resolved during this reporting period; none of the complaints were escalated for action to 
the state of Minnesota or the Federal Communications Commission 

Please find one original and four copies of Minnesota’s TRS Annual Consumer 
Complaint Log summary, as well as one copy on electronic disk (3.5 inch diskette), 
enclosed in this mailing. In addition, an electronic copy has been submitted via e-mail to 
Dana Jackson. 

If I can be of further assistance, please feel free to contact me 

Sincerelv. 

Rochelle Renee Garrow, TAM Administrator 
Minnesota Department of Commerce 
85 7~ Place East, Suite 600 
St. Paul, MN 55101-3165 

rochelle.garrow@state.mn.us 
(651) 297-8941 

cc: Glenn Wilson, DOC Commissioner 
Dr. Burl Haar, Executive Director, MPUC 
Lillian Brion, MPUC 
Dana Jackson, FCC Consumer & Governmental m a i r s  Bureau 





Complaint Summaw Los for Traditional Relay Services 

Date of 
Complaint 

0610;!04 

06/06/04 

Nature of Complaint 

mr customer having problem callins to another 
local number. Customer gets recording that numbe 
callin5 is disconnected. 

C.4 16x5 "poorest reading o fmy  sentence. . . 
name. phone 7 etc". T n  user said C.4 keot askinr 
to repeat information: C.4 wasn't reading 
information/message clearly. 

Resolution 

0 6 ; l h G '  

@6/06'04 

O h ' 2 1 4 1  

Oh 24'04 

06'2P04 

June 201 

1 apologized for the problem and opened Trouble Ticket 
10018.i7950 for prohiem resohiion. Resolied b! Sprint: 
.4ccount Manager followed up. S ugzested the? contact their 
LEC io check the line. 

C.4 stated that the T l 3 '  user pro\.ided two names and two 
different numbers using other LD cainer. C.4 was attemptinfi 
to get some clarification before the call was placed. (None of 
the two numbers provideo matched the callin: card numher. 
therefore clarification was attempted) C.< rolloued proper C.4 
protocol in this paniculal- situatjon. 

Explained to customer about the P B S  system and suggested 
the) contact their telecommunications manafer to check out 
their line. 

Apologized to the customer for the inconvenience and 
explained that we do not keep record of such calls. l :pm 
customer's insistence. 1 assured her I would forward this to 
appropriate personnel. Customer provided the number for 
tracing purposes. 

CA discussion: Coached C.4 on disconnect procedure. C.4 did 
say this customer may have came in after having he 
disconnected and was confused on the C.4 number. 

ti6 21 '01 

know why they were not infoimed of u,hat was 
coing on. 

going through. Line said number was not in 

Called Rela) from t~orl,. heard tonei P B S  

06'24'04 

O6'74'01 

Date of I Exolanation of Resolution 

Customer stated that around 7 3  a.m. a CA 
disconnected h i d h e r .  Customer did not h a w  C.4's 
ID and u:ould like for us to "trace" the call to this 
CA to ensure that this CA would not disconnect thi 
customer again. 

Customer not finished placing my call. I wanted to 
dial another number and the operator hung up on 
me. 

06'29'04 Customer asked Relay to dial number. CA let the 
phone ring five times then typed T"A!VKS FOR 
USING RELAY SERVICES BYE. Caller wants tc 

Annchinent E 

6h'l0'04 

36'29/04 

36;30!04 

Customer Contact received by Cathy Wright. Original 
Tracking = 223ti. Trish Shipley called custonier on 7-0 @ 
1235 pm. .  350  pm. .  3:45 p.m. and 7-7 [<t 4:OO pm. :  line 
husy. Forwarded to account manazer to close out. 

The sprint technician dialed the number and reached the 
recording stating the number was not in service. When dialing 
it again. i t  went through to a voice mail. The Sprint technician 
said it is a LEC issue for that number. Calling to 651-xxx-xxx: 
worked. called through relay and it worked: updated customer 
Told customer to have the line checked with the LEC. 

C.4 was coached on importance of promptness of relaying 
information between two callers. CA was also coached on 
proper phrases to use when educating voice person to speak at 
a normal pace. Acknowledged there were some typos and 
spelling errors. 

O6.'30/@4 Customer stated that hekhe place a call to a 
Doctor's office around 954  a m . .  According to the 
customer. there were a lot ofpoor spelling and the 
typing was extremely slow. There was also a long 
lag time after the GA was given. Customer said 
that heishe is a fast tyA and the lag time shouldn'i 
be that long. The call did not go well so customer 
had to hang up. 



Date of 
Complaint 

07'05/01 

Nature of Complaint 

Customer stated she gave the CA a number to dial 
for T-Mobile Customer Service and that the C.4 
hung up on her. 

Date of 
Resolution 

07'06'04 

07'06'01 

followed all custonier instructions and did ever)thing 
appropriatel). Supenisor  attempted to talk to inbound to 
determine what the complaint actually was but the) became 
abusixe and buns up. 

Explanation of Resolution 

July 20( 
Apologized to the customer and said that we would look into 
what happened. Met with C.4 and WF.4. Disconnect actuall! 
took place when CA taking over her call u a s  adjusting the 
station and had not yet notified TTY user of C.4 chanFe. .4s 
n e u  CA was adjustin? station heiyht. cord came unplugged 
and call disconnected. 

Explained that Relay connects on mode that was last used 
from the number the! are calling from. S omeone had placed i 

TTj' call to Relay in the p a s .  resulting Rela! ansuerin: in 

07'0U04 

07 21/04 

07 22'04 

07'25/04 

07'25.'01 
informed. CA said custonier was verbally abusive and did not 
understand what C.4 was typing. 

Called into Relay from uork the past two weeks. 
Heard TTY tones. 

Customer stated that an C.4 hung up on him within 
the last hour. Did not provide the C.4 number and 
insisted that \\.e check the call l o g  in the last hour 
and find the C.4s who disconnected h i m  Insisted 
that u e  chech the C.45 u4io received his number 
and track those C.4s. 

Caller complained about call that took place today. 
TTY was upset that the CA threatened to cause the 
probleni \vith own voice person when I hunz up on 
your C.4. Said they hung up over and eve- but the 
C.4 didn't disconnect and did not keep their privac) 
with sensitive medical information. Afier 
identifying myself as supervisor. I asked uhen this 
happened and would the caller like a follou up call 
from someone after a meeting with this CA. Both 
times the TTY user became abusive and vulgar. 

Tpi customer called to say that "Wten 1 told CA 
my directions they ignored my request and won't 
respond to me". 

Customer said C.4 did not follow instructions. 
Customer had asked for computer tech support and 
CA typed tech support. .4pologized to customer 
and said contact would be filled out. 

Atiachinrnl B 

07/25'01 Apolopired to the customer. No contact requested. 



Date of 
Complaint 

Nature of Complaint Date of 
Resolution 

.- Explanation of Resolution 

08'01'01 

08'09'04 

08 12'04 

0 8  I X M  

08'16'04 

I 
08 10'04 IC.4 said caller was a child usin: profanit!. C 4  said he did not 

Customer stated that CA hung up on him within I! 
minutes. Uasn'r Relay to trace the call and follon 
up with CA. 

Customer made Relay call at 2:OO a.m. and said 
CA was swearin: and did nor connect them to the 
T n  party the! were trying to reach. 

Customer wanted to place a TTY to TTY call 
through Relay. Told C.4 that he needed tu leave 
his numbei- before he dials number to call. C i  
waited too long to say anything like "rinsing 
number" and the CA said that the number is not 
available and hun? up without asking i f1  would 
like to place another call. 

Called into Relay from uorli: heard T n  tones. 

Custonier stated that she was disconnected and 
wanted a follou up of a reason for the 

08'04'04 

procedui-e, 

August 20( 
.4polopized for the incon\'enience. Explained that we are 
unable to follon up nithout C.4 =. 

08'14'04 

that by the time he had the call set up the VCO user had 
disconnected. Coached C.4 on \ T O  set up procedures. 

swear at customer. C.4 coached on setting supei-mor 
assistance immediatel) in a situation like this. 

Thanked custonier for callin: 1% ith this information. TTY to 
TT"i procedurec revieued with C.4. C.A understands correct 

that by the time he had the call set up the VCO user had 
disconnected. Coached C.4 on \ T O  set up procedures. 

08 13:04 

O R ,  16/01 

08 17/04 

Explained that Rela) connects on the inode that was last used 
from the number the) are callin? from. Someone used a TTl' 
to call Rela) in the past. resulting the Rela? to answer in TTY. 

Apologized to custonier and will complete report. F axin: to 
appropriate center for CA follow up. 

Explained that C.4 should ha\,e spaced or sent ... to indicated 
time passing. Explained that CA should not give personal info 
or opinions about theniselves. Reviewed with C.4 over keepin: 
customer informed as best as possible. including spacing ... to 
indicate time. Reviewed appropriate way to handle customer 
questions: what ure can sa! and can not say. and when to 
request a super\,isor. 

Attaulimcnt B 

O R  1WO4 

OS'19'01 

08'72104 

08!24/04 

Customer is havinp trouble being connected. not 
only with C.4 91-21, but many different C.45 and on 
different occasions. Sometimes customer will pet 
an C.4 that can connect the first time hut most of 
them can't and the YCO. after sayinp hello 5 times 
hangs up because the? don't know uhat  is going 
on. 
C.4 did not leave complete message for interpreter 
to cancel which led to Rela) user having to pay 
interpreter fees for serx'ices that were not needed. 
She would like to he reimbursed for the inteipreter 
fees. 

Customer said C.4 was swearing at them during a 
Relay call. They did not want to be any more 
specific 

Customer said CA was swearing and being 
"snot3". Would not pive details as to why the C.4 
w'as being this way. 

0821 jO4 

08'22104 

08'24104 

Reviewed with C.4 I180 the importance of  always following 
customer instrucrions thoroughl!, as well as relaying 
everything verbatim and informing customer if. for some 
reason. it is not possible. 

Thanked custonier for information. Reviewed NEVER saying 
inappropriate comments during Rela) call. Does know may 
have to ure swear words if it is part ofwhat m ' t y p e d  during 
Relay call. 

Apologized and said a Customer Contact would be filled out. 
No CA with that number. h'ot able to do follow, up. 



Date of Nature of Complaint 
Complaint 

Date of Explanation of Resolution 
Resolution 

- .  
(complaint taken b) .4lC personnel) Customer dld 
not request follou-up contact. 

i 

9.'09!04 Im- customer reports CA claimed to he onl) 

September 2004 

Rela). operator in center. (Customer u a s  not sure 
what time CA provided the above info. Complaint 
taken by .&IC personnel) No follou up requested. 

10'09101 

09'12:04 

09 11~04 

09'?2104 

I 
ICuqtomer said CA 1899 u x  rude to her and w o r e  09 12'04 

Documentation from AIC s h o w  extended time spent t n i n s  I(  
get number to call from customer at time ofthis complaint. 5,  
number given. Til' u a s  transferred to customer service. CA 
followed correct procedures. 

C.4 not workin5 at or near this time on this da!. No action 
taken. 

No CA with that I.D. number. No follou-up required. Called 
9-14-01 at 1:OO p.m. - no answer. no machine. 

Line initially picked up TTY. Customer needed to uait  
throuzh tones for Yoice operator. Minnesota Rela! picks up 
TTY first unless branded voice. 

C.4 does not recall panicular call. C.4 states they have noticed 
a lot of calls that come in u,ithout a number to dial to but that 
the caller disconnects. C.4 demonstrated correct procedure to 
training coordinator regarding necessar) steps for 
disconnections of unresponsive callers. 

at heir She said she would sue our company and 
would like followup when staff was back in office. 
I said someone would get back to her AS.4P. 

09 17'04 

PBX 

Customer called to report that \\,hen he made a 
Relay call earlier that the C.4 didn't respond at all 
when he typed the phone number to dial. He waited 
on line for over one minute uith no responses: so 
he had to hang up and try azain. Customer service 
response: 1 thanked caller for informing us and told 
him the report would be sent to the call center 
supervisor. 1 apologized for the inconvenience. 

V l X M  

09'?2,01 

09'73'04 

09'79/04 

Customer stated that CA dialed number. and 
customer realized it wasn't the right number. He  
asked C.4 to han: up 4 times before she complied. 
Customer stated that C.4 should have huns up on 
his first typed request. 

Called into Relay from Work: heard TTY tones. 
PBX 

09'19'(14 Thanked customer for informing us and assured him that the 
complaint would he sent for inuestization. Also. explained 
that CA can not read rypinz until after computer dials out and 
the rinsing macro is established - onl). then can the C.4 read 
his typed niessaze requesting her to hang-up. 

Line initially picked up TTY. Customer needed to wait 
through tones for voice operator. Minnesota Relay picks up 
TT" first unless branded voice. 

Explained about the PBX system and su-Sested they contact 
their telecommunications manager to check their line. 

Followed up with a call. Kept getting an intercept message 
from Quest asking to "check the number." Called Qwest but 
they won't repon the line down because needs to be a1 the 
reauest of the customer. Continued trying the number and 

09'72104 

Called into Relay fi-om Work heard m' tones. 
PBX 

Customer calls into Relay and hears TTY tones. 
Customer is ver) upset. She also called the State of 
Minnesota Depanment o f  Commerce to complain. 

09.'73/04 

09'30/04 

. _  
cailed 41 1 to determine whether I could find an alternate 
number. No alternate number available. Will need to =,ail 
until customer calls back. 



Date of 
:omplaint 

Nature of Complaint 

phone. 

Date of 
Resolution 

10"01'01 

Explanation of Resolution 

October 200 
Explained what a PBX system =as  and wngested the) contac 
their telecommunicari~n~ manaser to looh at their line. 

10/01'01 

10'1 '2005 

Called Rela), from w,ork: heard TA'tones.  PBN 

C.4 hung up on her. Would like follou-up by 10'4 11001 r2pologized and told her complaint would he passed on to C.4' 
supervisor. C.4 does no! recall this call. but stated thar 
experienced problems wi th  a feu calls that mornin: that 
disconnected mid-call. Explained to C.4 the need to contact 
super\.isor it' this happen. in the future. C.4 understands 
correct pi-ocedure. Contacted customer or  10-4-20W to 
explain resolurion. 

custonier. 

10 4/04 

l0'05/04 

VCO upset about garblins the? are now' 
experiencinz. Didn't have in previous state. Caller 
also upset that some CAS don't understand caller's 
instructions when they say they u.ant to see type. 
mistaken for TTI' user. Wants call back hy phone 
on garbling problem. Trouble Ticket 2101 807. 

Customer does not want to be called. "Number 
calling to?' Customer desires the C4s to know 
"sup" means supervisor. Customer was upset that 
calls continue to get "messed up" by these tu'o 
issues. 

Attachment B 

10 24'01 Called and received an intercept phone message stating that 
the numher is not accurate or was disconnected. Cannot reach 

10 15.04 

10 14/04 

10 19/04 

IO,'?l!OJ 

10:22/04 

1 apologized for the inconvenience multiple times. Caller 
desires a follou-up call.10 1 I '04 7:OO p.m. left message on the 
custoiner'c answerin$ machine. Spoke with and coached C.4. 
ursing her to :et a supervisor's assistance when asked. "Nmr 
you are callins to" is automatically sent. C.4 doesn't control 
that. Faxed on 10'17/01. 

Customer upset because C.4 had no right to answer her 
question or become involved with the call. Follow up finished 
Forwarded issue to Philippe Gallant so CA can he spoken 
with. Also fared to Xfonica (Sprint). 

CA does not recall this call. C.4 exhibited proper procedure of 
leaving ansvering machine messages. Our records indicate 
this CA was on liis hreah when this occurred. 

1 apologized for the rudeness. 1 susgested he attempt to always 
pet the C.4's number on future calls. Transferred customer to 
Customer Service for assistance and for the \IC0 material he 
requested. 

Explained what a PBX system was and suxfested they contact 
their telecommunications manager to look at their line. 

10'11:04 

10'1 8104 

10,'21:01 

10'2Y01 

Customer states: A secretary answered when I 
placed a Relay call. I asked for the person I wanted 
to talk to. Secretary said. "M'ho is calliny." CA 
said. "I don't have that information." Secre tay  then 
said she would put me through. 

Tn' upset that C.4 didn't leave a messaxe on Oct. 
12 at about 150  p.m. Apologized for the problem. 
Informed caller someone would meet with the CA. 
Please follow up. 

Voice customer said he received a call through 
Relay and the CA's tone was very rude. The 
customer doesn't have the ID number. He also 
wants information on relay sewice. particularly 
VCO calls. 

Lipon calling Relay from work. heard TTI' tones. 
PBX 



Date of 
Complaint 

Nature  of Complaint 

I 
1 I 10'01 1C.4 was rude to the customer. 

-Date of 
Resolution 

I 1  01 '01 

1 I 1 '1004 

I 1  10.01 

1 1  10'04 

I1 '12'01 

1 I l j W  

1 I 15.'01 

I I '15)01 

I 1  19/01 

11!19'01 

1 I W 0 1  

12101 101 

Explanation of Resolution 

November 200 

Contacted Sprint's CRO tu.ice. He is branded correcrl!. 
pro\.ided settinzs for his application to work. 

C.4 coached on makins sure to use correct name. and to 
double check if unsure. 

.4ssistant super\.isor was assistin: t h i s  C.4 in t h i z  procedure. 
On the firs1 dial oui a TTY tone n a r  heard. . isi tsrani 
super\.icor instructed the C.4 to disconnect and type. " I T Y  
tones. \Vould you l i ke to connect Tl3' to TTY'? The customer 
requested C.4 disconnect and connect him I n .  to TTJ-. C.4 
redialed and folloued procedure to connect m- to TTl.. S en1 
letter I I 15 01. 

Told custoiiier that this would be bi-ou:ht up t u  center 
manazer. Thanked customer for brinsins this to our attention. 
C.4 \vas coached on proper protocol in this situation. 

Apolo:ized to customer, C.4 was coached on proper procedure 
uhen TTY is intempring. 

Explained that Relay answer5 in TTY mode ifthe previous call 
from that number was froin a T n  user. S uzgested they brand 
their line xoice. 

Explained 71 1 programming. 

Sent a letter to LEC to be added to our COC list so customer 
can make Ion$ distance calls \.ia Relay. 

.4pologized and explained the CA will be coached. .41so. that 
sometimes durinr a poor connection. the misspelling appears. 
Customer can ash CA not to use abbreviations. 

Explained that hlinnesota Relay answers in TTY mode ifthe 
previous call from that number was from a TTY user. 
Suggested they brand their line voice. 

Suggested to they brand their line voice. 

CA # is not listed in our system and I called cust~nier  for more 
information. Customer was not able to gave any more 
information. Apologized for what she had experienced and 
thanked her for her time. 

11/01 Kl1 

1 I 1,'2004 

I 1 ,  IO' (11 

I  
11/22/01 /Customer called 71 I from home: heard TTY tones. 

Branding and connectins issues. Said he was 
branded online and sent in Customer Database 
without being branded. 

TTY customer was upset that the CA typed the 
wrong name on :he call she received from her 
husband. She said i t  caused a lot of confusion on 
her call. No follou-up contact necessary. 

Caller stated that CA I586 hung up on him. He \va 
trying to contact a business and she hung up. I 
apologized for his inconxsenience and advised him 
tha: the situation would be addressed. Caller 
requested follow up by mail. 

was the worst ever. She  said her voice was very 
bored and monotone. She  also slurred her words 
and she had to have her repeal everything. 
Customer could not understand her. 

I I .'12;01 

1 I I j i 01  

Customer reported that the C.4 did not hanz up the 
phone even though the customer asked him several 
times to do so. The CA continued relaying :he 
message despite several requests to hanz up. Tell 
the CA that hang up means hang up. 

Calls Relay from uork: hears TTY tones. 

Atlachmenl B 

1 lYI5'01 

1 1  '15'04 

11'18'04 

l1:19/01 

71 1 won't work fiom office and hears tones with 
800s. 

Needs billing 6r collection and Carrier of Choice 
letter on f i l e  with Sprint so th-' d r  consumer can use 
rhem ai:h LD calls through Relay. 

CA had roo many misspellings or abbreviations. 
Also, felt that the Relay is declining due to same as 
above. 

Called Relay from work and heard TTY tones. 



Date of 
Complaint 

12!02;01 

I? l.:s(l4 

12'17'04 

12 20'04 

12'20'04 

12,'21i(l4 

1 X 2 ' 0 4  

Nature of Complaint 

The customer stated that C.4 *I SXh would not 
process her 800 call because the long distance 
number is restricted. Accordinp to her. the 
customer service rep has remo\.ed all ofher 
restricted number. She also wanted to remove othe 
features. 

C.4 :IZ24fwas very nice. m e e t  and friend!?.. S h e  
needs to type faster. She  o n l ~  allowed me to sa! 
one sentenc? at a time and then she said "one 
moment please". It was annoying and could give 
the wi-ong impression for first time relay users. 

Female voice caller said "Lifeline" and herself had 
tried callin: Relay senice sevei-a1 times and had nc 
response. She needed to attend io her sick mother. 
She wanted "Lifeline" and Relay service to resolve 
the issue between them. 

T n  customer complained that C.4 + I 8 1  Im did no 
keep customer informed when calling to some one 
on their FD list. S A  typed ringins (F askine for 
receivers name1 when finished talking to the 
receiver who was not there but another receiver ... 
when finished talkiny to person who answered the 
phone all C.4 ryped u'as "(person hung up) S K  or 
GA". When cus1ome:ashed o h o  this C.4 is CA 
typed 1201 u,ith out fiving m or f. Customer had t (  
ask .  

Customer asked CA #12(llF for supervisor. CA 
transferred customer to Spanish rela) instead of 
setting supsrvisor. Spanish C.4 *9787\1 came on 
the line. Customer asked C.4 I'Y7S7hl if they were 
a supen.isor. C.4 typed "you requested 
supervisor'."' CA r9787M summoned supervisor. 
Customer wants to complain about lousy serr,ice 
when asking for supervisor. 

Customer states that "CA 1392F keeps hanging up 
on me". Forwarded on to immediate supervisor. Nc 
customer contact necessary. 

Customer called in stating S A  I200 was instructed 
not to announce or explain relay service and CA 
announced and explained relay anyuay resulting in 
transfers'hang-ups a total of 3 times. Customer 
requested all C4's be retrained on relay skills and 
he is very fi-ustrated with this constant problem. 

Date of 
Resolution 

Explanation of Resolution 

the event. D r e v  questioned tile C.4 about proper procedures 
for use of F D  list and confirmin: c~?siomc~. 's  request for 
specific ask in parenthesis. C.4 understands procedure 

12!02'04 

12 17'04 

6 15 2005 

December 20( 

CA followed proper procedure anti the call v a s  placed and 
custonier was informed that  the  long distance call i b  restricted 
Per her request I checked her Customer Database and there 
was no restriction within her database and her note specified 
the COC ac her Ions distance carnie:.. I suges ted  she cnntact 
Sprint Customer Sewice or her local phone company. 

Told customer tha! the complain! would be Sonvartied to the 
proper person for a foilom-up d i s c u s h i .  C.4 is \\orkin: to 
increase typin: speed. C.4 hac been tested and meets Ttandard 
typin: speed expectations. 

No follou up requested. 

take further action. 

12'20'04 

12 21/04 

I?,'??/@? 

S A ~ 1 2 0 4 F t o o k o v e l - a c a l l  fol-C.Ai-181IM. Somewherein 
the take wer of that call. communication broke doun between 
C.-2 and custonier. Spoke with C.4 1204 about the incident. 
She did not recall ii. .4sked the C.4 about the proper 
procedures for requestin: a supervisoi and u'hen UT should 
transfer a customer to a Spanish C.4. C.?. understands 
procedur-es and does not recall the event a! all. 

The C.4 denied hanginz up on the customer and does not 
recalled anything unusual that happened that day. C.4 
explained that i t  is possible that the customer had placed 
i-epetitive calls to the same customer who kept hanging up 
because i f the CA disconnects the caller. the caller would need 
to call back to get the same CA. CA is aware of the  
imponance ofprocessing the calls. Unable to discuss this 
further due to insufficieni information received. 

Apologized to customer and reassured this problem would he 
sent to the appropriate individual and be resolved. No 
customer cnntact requested. C.4 1100 did not uork on 
Wednesday Dec 2 n d .  Due to incorrect information unable to 

Attachment B 

12/22/04 Hearing person called Relay from home: heard 
TTY tones. 

12Z'2'01 Branded him m i c e  as w i c e  is only mode used to contract 
Relay fi-om home. 



Date of Nature of Complaint Date of 
Complaint Resolution --- 
12 21,'01 Called Relay from n o r L  heard TT1'mnes. P B N  12'27'04 

.Attnchrnenl B 

Explanation of Resolution 

December 2004 

I Explained what a PBX system uas and susgested the! contact 
their teiecommunications manager IO looi, at their iine. 

. 



Date of Nature of Complaint Date of 
Complaint Resolution 

01/03/05 Customer tried for I5 minutes to get the CA to dial 
out and the CA said I can't get your garbled 
message. After speaking to a supervisor they dialed 
the number with no problem so the C.4 uas.iust 
harassing me. the caller said. they had the number. 
The caller would ask. are you asleep. and they 
didn't type a message. 

01 :03:05 

0 1  'O.YO5 The customer was given a supervisor without O?lh/05 
askinz for one and the supervisor smarted off to  the 
customer and said the) would check the line and 
while talking to the supervisor the number was 
dialed. Apologized to the customer. re-branded 
custonier VCO. also g a \ e  the dedicated \'CO 
number. Follou. up requested. 

At 1 5 5  a.m. the customer stated that s'he had a bad 
experience with C.4 1172F because the business 
manager hung up on me. Apolozized for an) 
inconwnience caused and informed the caller that 
situation would be logged. No follow up necessav. 

01 '06105 01!06!05 

Explanation of Resolution 

January 20( 

-4pologized to customer. re-branded customer as VCO. also 
gave the d-edicated \ T O  number. Follou-up requested. LTnabl 
to contact consumer due to no ancu'er and n o  machine). 

Faxed to the M 3  Rela! center. S uper\isor assisted CA due tc 
abusi\,e customer. 

CA I i72F was not workins during the time o f  the contacts. N< 
follou up meetinz with the CA. 

01'1 1/05 Calls into Relay from work: hears TTI' tones. i 

Anachmmi B 

01'1 1/05 Explained if someone previously called Relay usin: a lTY. 
then Rclay wil l  answer in TTY. S usgested they brand their 
line voice. 

01 12'05 In-bound T n  said that they wanted to file a 
complaint on C.4 I432F. When I asked what had 
happened on the call the l T Y  user stated that the 
call did not go as they had expected. They were 
calling a hank and had given the information ahead 
of t ime but the call did not work. They did not give 
a specific issue on the CAjust said that the call did 
not work and was disconnected. but they weren't 
sure if the bank disconnected or if the CA 
disconnected. 

01 '12'05 1 explained that i t  sounded like the issue u'as more with the 
hank recordiny than the C.4 and that the! may want to contact 
their bank to see if they were having issues with their recorded 
bank information lines. The) did not indicate to m e  interest in 
follow up. 





Date of 
Complaint 

petmission to Customer S e n  ice Customer S e n  ice 
apologized to customer. no folloa up requecred 

Nature of Complaint 

There were long pauses and C.4 did nor reply to 
customer's requests. Follou, up requested. 

Date of 
Resolution 

O2.'23:05 

02'21)05 

02 '28'05 

I I 

Explanation of Resolution 

Februar) 200 
Assistant supervisor was assisting the CA on this call. Call 
occurred when the  customer asked for specific recorded 
infomatio. which u a s  relayed to the customer. The customer 
insisted for such information and conrinued with irrele\ant 
complaint. The assistant supenisor followed the proper 
disconnect procedure uhen  the customer did not prwide  the 
call-to number. CA did not disconnect the customer. 

Explained how to connect ~ i t h  Rela! via PBN. 

Re\.iewed situation and coached C.4 on proper procedures. 
Called customer on 3'9 OS at 2:lO p.m. (bus! ). Called 
customer on 3l9:O.i at 2 3 0  p.m. (bus? ). Called customer on 
3 W 0 5  at 5:OO p.m. (bus!). Attempted to contact customer 3 
times: could not he reached. Contact closed. 



Date of 
Complaint 

Nature of Complaint 

SI 00.00. 

Date of 
Resoiution 

Explanation of Resolution 

Oi'03 05 

0.3 '07/05 

March 20f 

procedures with C.4 and reminded to call for a supervisor 
when necessap 

The customer stated that today at 2 2 0  p.m. CA 
h339F disconnected customer. Attempted to clarif) 
time and the date of the  occurrence as the contact 
u'as made at 1 2 2 9  psn. and the customer stated 
that the time oft-ela!. call occurrence was 2 3 0  p.m. 

Consumer has a Customer Database on file with 
Sprint. which lists @west as her COC. S h e  placed i 
long distance call through Relay. and the C.4 billed 
it to MCI and she got an unexprcted bill for 

0;'07,05 \+'orked with Sprint and verified that it did go through 
Minnesota Rela! and that i t  was a C.4 error. Processed with 
CSD and reimbursed consumer. 

I 
1Superi.isol-cherkd and there is no Ci number 1-13 as lisird 03 1.iXJ.i 

03!07!05 

on the customer contact. 

Explained to the customer that i t  could be their P BN and 
suggested they ha\ e their telecommunications manager look 
into her phone line sc they can access Rela) from work. 

0.; L ' O j  

3,16:05 

03, 16/05 

03'26/05 

.4 \'CO custonier called to complain tnat uhen her 
son called her. the messages were all garbled. S h e  
said this only happens when her son calls her. With 
everyone else. she does not have a problem with 
garbling. Apolosized to customer for 
inconvenience. Wrote down all C.4 numbers 
associared with this recurring problem. No follou- 
up requested. 

T'CO customer said that the hearing peirson she wa! 
calling heard the CA make audible remarks. 
Comments were identified as "What's neu:"' 
Customer gave C.4 another number to dial before 
hearins person hung up. and the agent was heard to 
say. "This is ridiculous." Other comments heard 
were "\Vhy is my break so late today?" and "\\'hy 
do the! act so stupid?". Thanked customer for 
letting us 1;noM. and told them complaint would be 
ionyarded to appropriate supenisor. No follou.-up 
requested. 

Customer complained that CA 1213 u,ould not 
repeat a phone number during rhe progress of the 
call. The outbound voice had put the T n ' o n  hold 
at the time of the request. TTY requested follou up 
at the number given. .4gent in charge thanked the 
customer and apologized for inconvenience. Agent 
in charge tried to explain that C.4 was unable to 
repeat info during the middle of the call. Customer 
requests follow up from account manager. 

VCO customer stated that no one can reach her 
through the Minnesota Relay number (1-800-617- 
3529). Says it has been happening for about a half 
a year. Apologized. Trouble Ticket 1002455768. 
Follou-up requested. 

03 ' lh 'Oj  C.4 pulled For discussion. CA u a s  talkin: on the call and 
thought she was muted. C.4 was reprimanded and told not to 
talk i f F l  or F? is lit. C.4 u i l l  comply. 

03.16/05 

091  1/05 

Followed up with CA. CA crated that the wice  person placed 
the TTI' customer on hold and during that time. TTl' 
requested the C.4 directly to repeat the number that u a s  
previously tvped to them. CA attempted to remain transparent 
and continued with the holding macro. Agent in charge was 
assisting the custonier and she attempted to explained to the 
customer that the CA is unable to repeat the information 
during relay call. CA followed proper procedure by maintain 
transparency. However. CA could have utilize redirecl 
technique in this situation. M?i account manager notified. 

Called customer and she told me that she now has caller ID, 
which lets her know who is calling and she does not miss any 
calls. Customer stated that this has worked out great for her 
and thanked me for calling to follow up on this. 



Date of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 
~ 

04 05 '05 
April 20( 

I called the customer and left a messaze on 5 I 1 05 at 3:.X 
p.m.. 5 16'05 at 1:15 p.m. and 5 18'05 at O:?(I a.m. explaining 
that the technicians resolved it and i t  is \\arkin: n o u ,  I left m! 
number each tinie for the customer to call nic back. Contact 
closed. 

04'05'05 

0 1 ' 0 5 W  

04.06 05 

111 16'05 

04 ih'O5 

31 1s 05 

14 '1W5 

D42Y05 

A \'CO customer called to complain that his 
branding was bein2 lost too ofien. Apparentl! .: 
and 6-series CAS receive his calls a5 branded \;CO 
but an? other series C.4s do not see the branding 
and his calls conie in all rarhled and the! are not 
able 10 understand him. .4pologized for 
inconvenience. Opened Trouble Ticket 
1002475996. Requests foliou-up at number $en. 

I 'CO customer eaperiencin: garbling when niakin: 
Relay call 

CA alu.a?s has trouble connecting TTY to m. 
and always disconnects him. Thanked caller and 
said 1 would foruard info on to immediate 
supervisor. No call back needed. 

On \I'edne.;daj. .4pril 13. CA would not snitch to 
\ T O  and continued to ask for number to dial. 
Thanked caller. Xo call hach needed. 

On Wednesday. -4pi-iI 13 this CA vould not switch 
IO VCO. Continued to ash for number to dial. 
Thanked caller for feedback. No call hack needed. 

lnbound TTY said C.4 hung up on him. Said they 
typed "ani mach" and then hung up: no! sure if the 
(ans mach hung up) macro is what was sent and 
that is what h e  is referring to. I asked if he wanted 
follou-up and he ga\.e his phone number and when 
I asked for his name h e  said "You aiready h w e  m! 
name". Customer started cussing as customer 
sen.ice was trying to clarify: customer sewice 
entered contact information and then disconnected. 

The voice customer stared at I It07 a.m. she 
received a Minnesota Relay call and since she was 
on a cellular phone. she notified the CA that durins 
the call she'll be cuttinf offoccasionally. Soon 
after the rela? call had been established. she was 
having problem with "loose" connection. Several 
times she asked the C.4 to repeat what was relayed 
to her and asked the C.4 not to type that. CA was a 
bit rude u,hen replied to her. "We do not do that. 
We deal directly from person to person" and 
refused to repeat. which was time consumin:. S h e  
then told the CA that she uanted to speak to 
supervisor when call was done. CA read the TTY 
text and said, "The conversation is over" and 
disconnected the call. 
Minnesota Rela), VCO user having intermittent 
problem ofbeing heard through several CAS. It 
takes several attempts before she is heard. 
Apologized and opened Trouble Ticket 
100251301 1. No follow-up requested. 

01 1204 

04,OhO.i 

04,'28/05 

(14'10/05 

01, 16.05 

.4poloyircd for the problem and opcned lrouhle Tizkct 
1002475405, Resolved by customer service. 

CA was not processing TT\- to ?TI' calls properl!. Trainer 
went over procedures and C.4 is no\\ aware o f  the correct call 
processing for a TTY to TTI- call. 

Met with C.4 on 1'?8,05 and coached him uilii suxgestions on 
hou to tell if the caller is a \.CO usel- and h o v  to process the 
call if there's trouble with roll-overs. 

C.4 said that each tinie the bridge was op-n he heard m 
tones. He would turn offthe bridge to wait for phone number. 
After no response. then would ark for caller to repeat number. 

Inyalid C.4 number. Calied customer 4 19'05 at 1?:30 p.m. 
with no answer. Called customer 4'12 05 at 1:25 p.m. with no 
answer. Called customer 4'26.05 at I l:13 a.m. w,ith no answer 
Tried to contact custonier .: times: contact closed. 

01 l9,05 

04.'?3/05 

.4pologized to the customer for the quality of service she 
received. Notified her that 1 would not be able to follou, up 
with CA without CA ID number. She then requested if I could 
check the log time of the call and trace the call to specific CA. 
I told her that special report will have to be made and warned 
her i t  may not be possible under this circumstance. S h e  
requested that we do our best. Unable to conduct a repon for 
this situation. No follow up needed. 

Customer has experienced this issue previously and the 
previous solution was to route the customer out ofthe MN 
center. With the addition of the True Caller ID circuits, the 
number had to be re-added to this specialized routing list. 



Date of Nature of Complaint 
Complaint 

04'26'05 Calls Relay from home and hears m' tones. Was 
not like that for two years. 

Hearing person calls Relay from home and work 
and hears TTY tones. 

01.'?7:05 

01'29'05 Customer asked to speak to  supenisor to complain 
tha! C.4 2261F hunz up on them in the middle of 
the call. I explained that i t  could have been a 
technical problem. but that I u2ould pass the 
information on to the C.4's super\.isor. 

Altachinunl B 

Date of Explanation of Resolution 
Resolution 

April ZOO5 

01'26'05 Explained brandins to the customer as she wanted to brand or 
line versus the form 

i'erified dual user household and PBX;. Explained hou our 
s y e m  answers the call based on the pre\,ious call made via 
Relay. 

Consumer did not want follwv up. 

01'77'05 

01'29'05 



Date of 
Complaint 

Nature of Complaint Date of 
Resolution 

05 02/05 

05104'05 

Explanation of Resolution 

May ZOO5 

Explained uhat a PBX system a a s  and why the? heard T T I '  
tones. 

Called the customer on 5 18'05 at 2 3  Pbl. 5 19 05 at 1:OO 
p m . .  5'19'05 at ;:40 p.m. and there was no ancwer and the! 
do not ha \ e  an ansuering machine. 

05!0?;05 

05'04'05 

05/05/05 

0 5  (19'05 

05 '10'05 

05'12j05 

05'09'05 

Hearing person called Relay from work and heard 
m tones. PBX 

VCO user is unable to reach her daughter because 
she is getting a recording stating that her line is 
blocked. Her LEC says there is no blocl. 
Apologized and opened Trouble Ticket 
3001535280. Follou -up requested. 

The customer stated that at 1120 a.m. she placed a 
call through Minnesota Relay and 201 C.4 18MF 
Prior to call being placed the customer left a 
message to leave on an ansuer machine. When C.4 
placed the call the C.4 typed (recordin: playins) 
and then proceed to lea\.e the message. The 
customer wanted to knou uhat the recorded 
message says. which was not typed to her. 

TTl' customer called in to complain that the CA 
aluays hangs up on him. .4pologized for the 
inconvenience and assured the custonier that the 
situation would be looked into. 

HCO consumer can hear the C.4 voice their u'ol-ds. 

Inbound T n  said that the CA disconnected the 
call. The outbound had hung up and she asked the 
C.4 to redial and after 7 rings the C.4 hung up. 

C.4s are not hanging up on consumer. Customer is calling 
from a hospital program he is staying in. The hospital has a 
long distance block on the lines. and the p a p h o n e  needs a 
calling card for long distance calls. I called. and due to 
confidentiality in the type ofprosrani he is in at the hospital. I 
can not speak to him directly (the) can't admit he i s  there). I 
told the rep that if customer is reall! there that he needs to 
pro\'ide a number that I can call him at. Hospital rep said " i fh '  
is in the prosram" she uill explain the long distance to him. 

05'05'05 Explained to the cusromer that C.4 follou proper protocol. 
Also explained that if she still vishes to read the  recorded 
message. she'll need to instruct C.4 ofthis before the call is 
placed. Customer understood. No follon up necesyac 

05'10'05 

05,'12.'05 

05'?2!05 

05/24/05 

Did not provide CA numbers. CA is lea\.ins the bridge open. 
Explained to consumer and asked to call uith CA numbers in 
the future. .41so explained h o u  to rectif! durine the call. 

1 apologized and said we would follou up with the C.4. S poki 
with the CA who said he was having a hard time 
understanding the outbound and that the outbound got 
frustrated and hung up. .4nd then upon redial. after it rang a 
f e u  times. the inbound caller dropped out. The CA said he 
assumed she hun: up. Spoke to customer and she is fine 
without issue going an? further. 

Apologized for inconvenience. Opened Trouble Ticket 
1001570127. Follow-up requested at given number. 
Reassigned as ser\.ice issue per account manager. Called on 
6;14 at 6:!0 p.m.. 6'15 at 1025 a.m.. 6/15 at 1250 p.m. and 
left a message for customer to call back. 

Consumer does not have a Consumer Preference form on file 
with us: having her t i l l  one out as TIT user. 

05.'22/05 

05'2405 

-4 voice customer called to repon trouble when 
calling his VCO mother through Minnesota Relay. 
He  says for about a month n o u  he has had trouble 
with hearing her. saying all sound cuts in and out. 
including relay center background noise. 

Consumer is using a Tn' and can make calls 
through Relay without any problems. Has issues 
when she gets a call through Relay: sees 
"characters" that are associated with a computer 
and when she types her words are erased: the 
spelling hack to her is really had hut does not look 
like it is the CAS fault. 



Date of Nature of Complaint Date of 
Complaint Resolution 

05.Zj:O.i \'&e caller complains that she hears noise when O5'25;05 
calling 7-1-1 from someone else's phone,and her 
cell phone. Customer service explained that 7-1-1 
may respond by TA' to initiate answer type search 
and offered to brand the number for her. Caller 
continued to curse and hung up before this could be 
done. 

Explanation of Resolution 

nia? 200. 

\Ye offered to hrand her number for her to reduce the noise. 
but the customer huns up. Customer did not Irequest call back 

rry it on iine with the C.4 and will call me back if she hac an! I /  other iqsues. 11 is not a dual user household. 

05'26'05 Calls into Rela) from home and pets TTY tones. I 05'20'05 
! 

Offered to completc Custome:. Preitrcnce farm and e\platned 
hov to undatc \ O I C ~  brandin. o n  he;- ne,; call. i he decided to 

Atlilcliinenl B 

05'26,O.i The \'CO customer stated that C.4 did nor follon 
proper procedure because the "called to" customer 
disconnected her. 

(15 26'05 Explained that the C?i followed the instructions in the 
Customer Preference dambase of not to announce or esplaiii 
Relay. The w i c e  person imniediatei! disconnected \\hiie tne 
CA was typing the greeting to the \'CO user. Offered to 
modif! the instructions in the Customer PreTe:-ence database FC 
this ttouid not happen assin. \'CO declined. No folio\\-up 
necessai). 

I 



Complaint Log Summary for CapTef Relay Senice 

Date of 
Resolution 

6'21 /2004 

7/9/2004 

7/13/2004 

Date of 
:omplaint 

Explanation of Resolution or Status 

June 2004 

Account activated. Immediate resolution provided. Customer 
reports all is well. 

July 2001 

Technical modification resolved customer's experience the 
same day reported. 
Shared information with customer as to why disconnects may 
occur and sent email with tips to reduce their occurrence. 

6 '2 1/04 

S/19.'2004 

8il6.2004 

81 19/1004 

9/8/2004 

9/9/2004 

9/28/2004 

9/28/2004 

7/9/01 

I Id04 7 ,  _I 

August 200. 
Tech Support adjusted DTMF tone pass through. Confinned 
resolution was successful. Explained to customer why 
disconnectionireconnection m i h t  be occurring and sent a 
letter in the mail with tips to reduce their occurrence. 

Tech Support added customer to our database to address 
DTMF tone pass throuxh. Test call confirmed resolution was 
successful. 

Technical Suppoit provided software update with echo 
cancellation software. Customer provided with tips on why 
echo sounds occur and adjustments they can make to resolve 
situation. 

September 200, 

Explained billing situation to customer. 

Sent customer information explaining the difference between z 
CapTel phone and a traditional phone. Explained to customer 
why disconnectionireconnection might be occurring and sent 
einail with tips to reduce their occurrence. 

Explained CapTel Service experienced a slow down yesterday 
evening resulting in a delayed answer time. The situation has 
returned to nonnal. Apolo@zed for any inconvenience this 
may have caused. Senrice was within the 85/10 answer time 
required. 

Shared infonnation with customer as to why disconnections 
may occur and sent email with tips to reduce their occurrence, 
along with initial troubleshooting. Further folloa~-up email 
sent by customer service representative. but customer did not 
report addition incidences. 

8 13/04 

8/16/04 

8 19/04 

91 1 '04 

9/9/04 

9/28/04 

9/28/04 

iature of Complain 

iccount Login Failur~ 

Dialing Issue 

)isconnect/Reconnec 
during calls 

DTMF Tone 
Interference; Sound 

Quality-Static; 
)isconnect/Reconnec 

during calls 

DTMF Tone 
Interference 

Echo Sounds 

Billing Issue 

)isconnect/Reconnec 
during calls 

Answer Time 

)isconnect/Reconnec 
during calls 

Attachment C 



Date of 
Zomplain 

10 "i/03 

l0/29104 

Date of 
Resolution 

l0!26!2001 

10.'?9,'2004 

I 1 'S '2004 

11:11/3001 

11:'24:2004 

I '18,'2005 

2'162005 

3/10/2005 

3/15/2005 

312SI2005 

1 1 '8 '04 

I 1  11'04 

11/23/01 

Explanation of Resolution or Status 

October 200. 

Emailed customer tips ofvolume,tone adjustment. use of echo 
cancellation. and use of audio jack handset. 

Sent information explaining the difference between the CapTe: 
and a traditional phone. Sent tips for holy to reduce the 
occurrence of disconnec1,reconnect. Also sussested 
contacting phone company to have them check the quality of 
the line to support a data connection. 

November 2 0 0 ~  

Sent information explainin: the difference between the CapTel 
and a traditional phone. Sent tips for h o ~ v  to reduce the 
occurrence of disconnect,reconnect. Sent a software update 
providing customer with a visihle.creconnecting> prompt so 
they would know the status of the call. Customer satisfied. 

Tech Support adiusted DTMF tone pass through. Confirmed 
resolution was successful. 

Tech Support adiusted DTMF tone pass through. Confirmed 
resolution was successful. 

January 200: 
Tech suppon enabling "Reconnect" prompt. Customer 
contactins telephone provider to check line quality in handling 
data transmissions. 

February 2005 

Advised holding mouthpiece slightly away from face and 
mouth, and making good acoustical seal between ear and 
earpiece. Customer confirnied this made a difference. 

March ZOO! 
Advised Customer to contact phone company to ensure 
adequate line quality. Changed camer in system to allow 
customer outbound calling. Customer satisfied. 

Explained to customer why disconnectireconnect might he 
occurring and sent einail with tips to reduce their occurrence. 
Tech Support addressed DTMF tone pass through. 

Reported problem to toll free network provider. Problem 
resolved the same momins. Customer service representative 
confinned with customer that they are able to make calls. 

3/9/05 

3,12105 

3/28/05 

iature of Complair 

Sound Quality: Echc 
Sounds 

lisconnect /Reconnec 
during calls 

dsconnect'Reconnec 
during calls 

DTMF Tone 
Interference 

DTMF Tone 
Interference 

8isconnect;Reconnec 
during calls 

Echo sounds 

isconnecv'Reconnec 
during calls: Sound 

Quality: Static: 
Dialing issue 

isconnecVReconnec 
juring calls: DTMF 
Tone Interference 

inability for CapTel 
jers to reach the datz 

toll free number 

Arrochment C 



Date of Nature of Complaint 
Complaint 

4 '2 I I05 Echo sounds 

5/4/05 

Date of 
Resolution 

Explanation of Resolution or Status 

April 2005 
4;176,'2005 Provided customer with echo cancellation software update. 

Map 2005 
DisconnectIReconnec 

during calls 
5~4:2005 

5,11:2005 

5'18.:2005 

Incoming connection. 
captioned calls 

Explained to customer why disconnect,reconnect inirht be 
occurring and sent email with tips to reduce their occurrence. 

Tech support identified and remedied the circumstances with a 
system change on 5/25/05 and customer notified. Customer 
reports that resolution has been provided. 

Tech support identified and remedied the circumstances with a 
system change on 5 '25!05. Resolution provided. 

-- 
Incoming connection. 

captioned calls 

Artachmcnt C 


